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DETAILED ACTION 

Status of Claims 

1 . Due to communications filed 2/1 8/08, the following is a final office action. Claims 
1,10 and 18 have been amended. Claims 1-26 are pending in this application and 
have been examined on the merits. The previous rejection has been maintained, and 
claims 1-26 are rejected as follows. 

Claim Rejections - 35 USC § 103 

2. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth 
in section 1 02 of this title, if the differences between the subject matter sought to be patented and the 
prior art are such that the subject matter as a whole would have been obvious at the time the invention 
was made to a person having ordinary skill in the art to which said subject matter pertains. Patentability 
shall not be negatived by the manner in which the invention was made. 

3. Claims 1-6, 9-11, 13-16, 18-23, and 26 are rejected under 35 U.S.C. i03(a) as 
being unpatentable over Angel, (U.S. Patent Pub. No. US 2002/0133392 A1) 
(hereinafter Angel). 

As per Claim 1 , Angel discloses a customer relationship management (CRM) system 
that is accessible via a network, comprising: 

-a user interface that provides distributed access for customers and support providers 
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to case information within the CRM system, wherein the user interface provides access 
to a customer case management page for viewing all cases opened for a given 
customer and a case summary page for viewing details of individual cases stored within 
the CRM system, (0025, w/ 0030, shows returned content list as a Knowledge 
container, in this case, it is obvious that the page would create a viewing for a given 
customer. Even though Angel describes information is being retrieved about customer 
service personnel, case information, and details of the case are still being retrieved for 
an entity of that particular network, thereby making this limitation obvious with Angel) 
- a case management system for managing customer cases, wherein the case 
management system includes a system for assigning cases to different tiers within a 
support provider hierarchy; (0059; 0060; 0065; 0078; 0087; 0100) and 
-a compliance tracking system that retrieves previously loaded customer compliance 
data from a database; wherein the compliance data consists of information related to 
whether a customer has met certain required pre-set goals set by the CRM system, 
compares the compliance data for each customer with predetermined levels to 
determine customer compliance and provides a compliance indicator on the customer 
case management page, ([0061], shows a call center customer database is used for 
entering in customer contact information, product used by the customer, type of problem 
being experienced by the customer, etc, and the data in database is communicated 
over the network to the content provider [therefore making retrieving the data from the 
database inherent], the content provider then recognizes the user (by username, or a 
session identifier passed by the customer service representative [through entry in the 
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database]), and subsequently begins the automated CRM session at the particular 
dialog state specified by the customer service representative, in this case, the customer 
compliance is represented by the information entered into the call center customer 
database since data such as the product used by customer, and problems experienced 
by customer has an effect and/or relates to a customer meeting his or her goals by 
being escalated or deescalated into to a session, thereby making "comparing" inherent 
since information from the database has to be recognized by the content provider and 
therefore some type of comparing between database information, and information that 
the content provider already recognizes must take place. In addition, the compliance 
indicator is represented by the actual CRM session being executed in the particular 
dialog state specified since in [0059], it is shown that the user is prompted [this prompt 
must be prior to escalating/deescalating a CRM session, and this type of information 
would be included in the Knowledge container as the description and link to online 
information and services as shown in [0030], w/((0087) (Includes an exit node indicator 
on the customer session page that serves as a trigger to escalate the case to another 
tier when certain parameters are met)). 

It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention to view all cases opened for a given customer with the motivation 
of allowing retrieval of case information for an entity connected to the immediate 
network. 

As per Claim 2, Angel further discloses the CRM system of claim 1 , wherein the case 
management system further includes a notification system for automatically generating 
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emails when a new case is opened. (0060; 0061; 0140) 

As per Claim 3, Angel further discloses the CRM system of claim 1 , wherein the case 
management system further includes a system that allows support providers to check- 
in/check\-out cases. (0039) 

As per Claim 4, Angel further discloses the CRM system of claim 1 , wherein the case 
management system further includes a set of business rules that determines what level 
of case information is to be made available to customers and support providers. (0044; 
0045; 0046; 0114;.0124) 

As per Claim 5, Angel further discloses the CRM system of claim 1 , wherein the case 
management system further includes a set of business rules that determines how cases 
are to be assigned and escalated among the different tiers of support providers. (0059; 
0065; 0087) (Examiner interprets "triggers" to include business rules that may be used 
to activate a "handoff" to another tier of customer support.) 
As per Claim 6, Angel further discloses the CRM system of claim 1 , wherein the 
compliance tracking system includes a set of business rules that determines a 
compliance risk level for each customer. (0044; 0059) 

4. As per Claim 9, Angel further discloses the CRM system of claim 6, wherein the 
compliance tracking system includes a system for creating a new customer case when 
a predetermined compliance risk level occurs. (0059; 0060) 

As per Claim 10. Angel further discloses a method for providing customer relationship 
management (CRM) via a computer network, comprising: 

-providing a network node that allows distributed access for customers and support 
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providers to a CRM System; (0043) 

-opening a new case within the CRM system when a customer issue occurs; (0105; 
0140) (A new user session or ticket is created and saved within a customer database.) - 
adding the new case to a customer case management page; (0140) 
- displaying a compliance indicator when the customer case management page is 
viewed; ((0087) (Includes an exit node indicator on the customer session page that 
serves as a trigger to escalate the case to another tier when certain parameters are 
met, also, a compliance indicator is initiated by the actual CRM session being executed 
in the particular dialog state specified since in [0059], it is shown that the user is 
prompted [this prompt must be prior to escalating/deescalating a CRM session and 
represents a compliance indicator], and this type of information would be included in the 
Knowledge container as the description and link to online information and services as 
shown in [0030]); 

wherein the compliance indicator is based on information related to whether a 
customer has met certain required pre-set goals set by the CRM system, ([0061], shows 
a call center customer database is used for entering in customer contact information, 
product used by the customer, type of problem being experienced by the customer, etc, 
and the data in database is communicated over the network to the content provider, the 
content provider then recognizes the user (by username, or a session identifier passed 
by the customer service representative [through entry in the database]), and 
subsequently begins the automated CRM session at the particular dialog state specified 
by the customer service representative, in this case, the customer compliance is 
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represented by the information entered into the call center customer database since 
data such as the product used by customer, and problems experienced by customer 
has an effect and/or relates to a customer meeting his or her goals by being escalated 
or deescalated into to a session) 

5. - assigning the new case to a first tier support provider; (0039; 0059; 0065; 0087) 
-determining if the first tier support provider can handle the new case; (0039; 0059; 
0065; 0087) and 

-escalating the new case to a second tier support provider if the first tier support 
provider cannot handle the case. (0039; 0059; 0065; 0087) 

As per Claim 1 1 , Angel further discloses the method of claim 10, wherein the network 
node comprises a web portal. (0025; 0080) 

As per Claim 13. Angel further discloses the method of claim 10, comprising the further 
step of generating email notifications according to a set of business rules. (0060; 0061 ; 
0140) 

As per Claim 14, The method of claim 10, comprising the further step of having an 
assigned support provider check out the case from the CRM system. (0039; 0065; 
0077; 0087) (A first support provider determines the proper area for which to provide 
service and then transfers the case. Examiner interprets transferring the case to another 
support provider to include "checking out" the case from the prior provider.) 
As per Claim 15. Angel further discloses the method of claim 10, wherein the step of 
opening a new case is performed by the customer at the network node. (0059; 0061) (A 
user initiates a session using a network, such as the Internet). 
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As per Claim 16, Angel further discloses the method of claim 10, wherein the step of 
opening a new case is initiated automatically when the customer is out of compliance. 
(0059) (When certain parameters are met, a new, escalated, customer session is 
automatically initialized with another support provider.) 

As per Claim 18, Angel further discloses a program product stored on a recordable 
medium that provides a customer relationship management (CRM) tool via the web, 
comprising: 

-a portal page for providing distributed access on the web for customers and support 
providers to case information within the CRM tool; (0025; 0039; 0059) 
-a customer management module for managing customer cases and for assigning 
cases to different tiers within a support provider hierarchy; (0059; 0065; 0099) and 
-a customer compliance module retrieves previously loaded customer compliance data 
from a database; wherein the compliance data consists of information related to 
whether a customer has met certain required pre-set goals set by the CRM system, 
compares the compliance data for each customer with predetermined levels to track 
customer compliance and displays a compliance indicator on customer case 
management page, (0059; 0065; 0099, w/[0061], shows a call center customer 
database is used for entering in customer contact information, product used by the 
customer, type of problem being experienced by the customer, etc, and the data in 
database is communicated over the network to the content provider [therefore making 
retrieving the data from the database inherent], the content provider then recognizes the 
user (by username, or a session identifier passed by the customer service 



Application/Control Number: 10/630,392 Page 9 

Art Unit: 3628 

representative [through entry in the database]), and subsequently begins the automated 
CRM session at the particular dialog state specified by the customer service 
representative, in this case, the customer compliance is represented by the information 
entered into the call center customer database since data such as the product used by 
customer, and problems experienced by customer has an effect and/or relates to a 
customer meeting his or her goals by being escalated or deescalated into to a session, 
thereby making "comparing" inherent since information from the database has to be 
recognized by the content provider and therefore some type of comparing between 
database information, and information that the content provider already recognizes must 
take place. In addition, the compliance indicator is represented by the actual CRM 
session being executed in the particular dialog state specified since in [0059], it is 
shown that the user is prompted [this prompt must be prior to escalating/deescalating a 
CRM session, and this type of information would be included in the Knowledge 
container as the description and link to online information and services as shown in 
[0030], w/((0087) (Includes an exit node indicator on the customer session page that 
serves as a trigger to escalate the case to another tier when certain parameters are 
met)). 

As per Claim 19, Angel further discloses the program product of claim 18, wherein the 
case management module further includes a notification system for automatically 
generating emails when a new case is opened. (0060; 0061; 0140) 
As per Claim 20, Angel further discloses the program product of claim 18, wherein the 
case management module further includes a system that allows support providers to 
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check-in/check-out cases. (0039) 

As per Claim 21, Angel further discloses the program product of claim 18, wherein the 
case management module further includes a set of business rules that determines what 
level of case information is to be made available to customers and support providers. 
(0044; 0045; 0046; 0114; 0124) 

As per Claim 22, Angel further discloses the program product of claim 18, wherein the 
case management module further includes a set of business rules that determines how 
cases are to be assigned and escalated among the different tiers of support providers. 
(0059; 0060; 0065; 0078; 0087; 0100) 

As per Claim 23, Angel further discloses the program product of claim 18, wherein the 
compliance tracking module includes a set of business rules that determines a 
compliance risk level for each customer. (0044; 0059) 

As per Claim 26, The program product of claim 23, wherein the compliance tracking 
module includes a system for creating a new customer case when a predetermined 
compliance risk level occurs. (0059) (When certain parameters are met, a new, 
escalated, customer session is automatically initialized with another support provider.) 



6. Claims 7-8, 12, 17, 24-25 are rejected under 35 U.S.C. i03(a) as being 
unpatentable over Angel in view of Pope et al. (U.S. Patent Pub. No. US 2003/0055737 
A1) (hereinafter Pope). 
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As per claims 7-8, 12, 17 and 24-25, Angel discloses mostly all of the limitations 
including wherein the portal page provides access to a customer case management 
page for viewing all cases opened for a given customer and a case summary page for 
viewing details of individual cases as shown in 0030, where a returned content list is 
shown. 

However, Angel fails to disclose wherein the compliance risk level is selected 
from the group consisting of: in compliance, in danger of becoming out of compliance, 
and out of compliance and also wherein the compliance indicator comprises a traffic 
light indicator having a green, yellow and red light. Pope discloses a software 
application that uses a stoplight indicator (green, yellow, red) to indicate the compliance 
of a particular entity that a user wishes to perform an electronic transaction with. (0007; 
0008; 0033) Pope further discloses that the green, yellow, and red lights indicate secure 
(green), risk of security (yellow), and non-secure (red). It would have been obvious to 
one of ordinary skill in the art at the time of applicant's invention to utilize the use of a 
traffic light as taught by Pope in combination with the compliance indication taught by 
Angel because the use of a traffic signal image to indicate levels of risk, status, or 
compliance was well-known within the art of software development and serves as an 
effective and universal means to indicate risk, status, or compliance within a software 
application. Further, it would have been obvious to one Of ordinary skill in the art at the 
time of applicant's invention to choose compliance risk levels in compliance, danger of 
becoming out of compliance, and out of compliance based upon the levels of secure, 
risk of insecure, and non-secure as taught by Pope because based upon applicant's 



Application/Control Number: 10/630,392 Page 12 

Art Unit: 3628 

broad definition of "compliance" (Specification, Page 9) the actual compliance 
parameter could be any parameter in any industry including a security risk. 



Response to Arguments 

7. Applicant's arguments filed 2/1 8/08 have been fully considered but they are not 
persuasive. 

As per claims 1 , (and similarly to claims 1 0 and 1 8), applicant argues that Angel 
does not teach a case management system for managing customer cases, but Angel 
merely provides a system for submitting queries and retrieving content from one or 
more disparate providers. However, in [0030], Angel discloses an example where a 
returned content list is provided to include information about particular customer service 
personnel within a content body, and their corresponding areas of expertise, and 
furthermore, based on this descriptive information, the user could select one or more 
such human information providers, and be linked to that provider. In this case, it is true 
that content is being retrieved for a provider, however, the information on a particular 
customer service personnel represents a case, and the customer service personnel 
represents the customer, since according to dictionary.com, a case is defined as "a 
specific occurrence or matter requiring discussion, decision, or investigation...", and in 
this situation, investigation is being performed on the customer service provider. In this 
situation, even though Angel describes information is being retrieved about customer 
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service personnel, case information, and details of the case are still being retrieved for 
an entity of that particular network, thereby making this limitation obvious with Angel. 

Applicant also argues that there is different understanding of the term 
"compliance information" between the examiner and the applicant. Therefore, 
applicant has amended the claims to provide further clarification that the goals that must 
be met to indicate compliance in the claimed invention are the goals that are set by the 
CRM system itself, not the user's goals. However, Angel discloses a call center 
customer database used for entering in customer contact information, product used by 
the customer, type of problem being experienced by the customer, etc, in [0061]. Here, 
the data in the database is communicated over the network to the content provider, the 
content provider then recognizes the user (by username, or a session identifier passed 
by the customer service representative [through entry in the database]), and 
subsequently begins the automated CRM session at the particular dialog state specified 
by the customer service representative. In this case, the customer compliance is 
represented by automation of the information entered into the call center customer 
database by the CRM through the automated CRM session since data such as the 
product used by customer, and problems experienced by customer has an effect and/or 
relates to a customer meeting his or her goals by being escalated or deescalated into 
the automated session. Although true that the user physically enters session data, 
these values are not set until received and recognized by the CRM system, and 
therefore, the CRM system is ultimately responsible for setting the entered data. 



Application/Control Number: 10/630,392 Page 14 

Art Unit: 3628 

As per claim 10, (and similarly claims 1 and 18), applicant argues that prior art 
fails to teach or suggest displaying a compliance indicator on a case management 
page, and believe that the conflicting interpretation of "compliance" plays a position in 
why the examiner and applicants disagree, and argues that the exit node indicator of 
Angel simply identifies when a user has a customer service issue that has been routed 
to the wrong automated system, or wrong customer service representative. However, 
this exit node indicator serves as a trigger to escalate the case to another tier when 
certain parameters are met, and is based on the fact that the customer is operating a 
particular hardware or operating system, thereby suggesting that if the customer 
changes hardware/operating systems, or if goals pertaining to usage of the 
hardware/operating system is not met to indicate compliance, an indication is triggered. 
In addition, and more importantly, Angel discloses "compliance" as indicated in the 
previous paragraph, and in addition, as disclosed in the rejection, the compliance 
indicator is represented by the actual CRM session being executed in the particular 
dialog state specified since in [0059], it is shown that the user is prompted [this prompt 
must be prior to escalating/deescalating a CRM session, and this type of information 
would be included in the Knowledge container as the description and link to online 
information and services as shown in [0030], which represents this type of information 
being included on a case management page. 
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Conclusion 

8. THIS ACTION IS MADE FINAL. Applicant is reminded of the extension of time 
policy as set forth in 37 CFR 1 .136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the mailing date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Akiba K Robinson-Boyce whose telephone number is 
571-272-6734. The examiner can normally be reached on Monday-Friday 9am-5:30pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John Hayes can be reached on 571-272-6708. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 
Information regarding the status of an application may be obtained from the 
•Patent Application Information Retrieval (PAIR) system, Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should you 
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have questions on access to the Private PAIR system, contact the Electronic Business 
Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a USPTO 
Customer Service Representative or access to the automated information system, call 
800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is 703-305- 
3900. 

A. R. B. 
May 22, 2008 



/Akiba K Robinson-Boyce/ 
Primary Examiner, Art Unit 3628 



